
AI Enhancing Global Customer
Experiences 
AI is changing enterprise customer service, not by replacing humans, but empowering them with systems to 
deliver extraordinary experiences.
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Applied Artificial Intelligence (AI) reveals an 
opportunity to overcome many bottlenecks in 
a business’s value chain. Witnessing adoption 
across industries at a dramatic scale in recent 
years, AI tools are everywhere. Whether you 
watch “suggested videos” on YouTube or depend 
on a cloud data platform like Snowflake for 
crucial business insights, you are undoubtedly a 
proponent of AI evolution.  

Although AI has been around for years, the past 
decade has produced earmarking discoveries in 
this broad field combining science and engineering. 

Businesses today demand a holistic solution 
to address changing market conditions, to 
retain valued customers and explore new 
opportunities for growth. Forbes reveals that 
“83% of organizations have increased their AI and 
machine learning budgets YOY since 2019. All the 
while, 38% of employees expect their job to be 
automated by 2023.”  

As a response to the rising demand for AI & 
automation, advances in AI & ML have introduced 

groundbreaking software integrations to enhance 
operational excellence in many areas of business. 
One area of business that is indispensable to 
any business is the customer journey. Cognitive 
AI and Natural Language Understanding (NLU) 
are examples of core technologies advancing 
to help businesses scale their AI for customer 
success. Because the customer is at the core of any 
successful business, CEOs and leaders are eager 
to profit from the latest innovations in applied AI.  

Gartner’s 2022 forecast of AI software adoption 
based on use cases, measures the impact of AI 
embedded systems and processes on the potential 
business value, timing and risks associated with 
transformation. The market analysis encompasses 
AI embedded applications like computer vision 
software like the algorithms used for blockchain 
KYC verification, stock forecasts, and telemedicine, 
all the way to AI systems like intelligent virtual 
agents and omnichannel ecommerce platforms. 

Gartner predicts that AI software will cross $62 
billion in revenue by 2022 alone, an increment by 
21.3% from the year 2021. 
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1. Applied AI - The Only Way to Amplify CXM 

Businesses today require a clear understanding 
of AI to maximize the efficiency of digital 
transformation efforts. It’s important to know what 
your business wants and how AI can help engage 
its customers. Effective customer experience 
management (CXM) is a top priority for businesses 
looking to acquire, retain and flaunt their 
market share. A complete evaluation of existing 
technology architecture and understanding the 
changes required to facilitate unified engagement 
with customers are vital now, and for the future of 
customer success.  

For example, customer service operations require 
a unified response system where all customer 

data is available at the touch of a button. It makes 
the job so much easier for agents. But at the same 
time, your customer success operations are focused 
on timely resolutions, interactive experiences, and 
data-driven governance. One of the most profound 
capabilities of applied AI is the ability to integrate 
diverse functions into one single system for end-to-
end customer support. The flexibility obtained by your 
customers are a direct result of the efficiency enabled 
by customer facing processes. For this reason alone, 
48% of CIOs responding to the 2022 Gartner CIO 
and Technology Executive Survey stated that they 
already have deployed or intend to deploy AI and ML 
technologies within the next 12 months.
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AI Creates Unrivalled Business Value 

More than just enabling efficiency and access to 
quality data, AI is the jack of all processes, and 
the Master of Business intelligence for numerous 
reasons. Adopting AI can result in dramatic 
changes, producing short and long-term business 
benefits like: 

Reduced operational time 

Greater business insights 

Reduced human errors 

Automation of rote tasks 

Enhanced productivity 

Better customer service 

Increased availability 

According to Gartner’s report, 50% of all 
knowledge workers will be using an AI-powered 

virtual assistant by 2025. The report also stated 
that the average spending on virtual assistants 
would reach $3.5 billion by the end of 2021, a 
figure that is supported by the fact that more than 
4.2 billion digital voice assistants are being used 
in devices worldwide. Furthermore, the immense 
benefits of sales and marketing automation tools 
have seen widespread adoption, where users 
report to have gained a more strategic role in 
their organizations because of AI transformation. 
Microsoft’s Azure cloud platform for analytics, 
data modelling, visualization, software integration 
and the many available low-code tools are all a 
by-product of applied AI. Technology that enables 
‘ease of work’ powers modern workplaces that 
foster rapid innovation at scale. That’s why, 
customer experiences are increasingly dependent 
on the technology expertise, data integrity and 
leadership of a business. 

Fine-Tuning Your Customer Experience Management (CXM) 

Global Governance for Omnichannel Engagement

To create fulfilling customer experiences, every 
touchpoint of the customer journey must be 
mapped to the value offered by a business. With 
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the increased availability of data about changing 
consumer behaviours, there is a growing focus on 
improving their interactions via personalization. 
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the customer experience (CX) is a data architecture 
backed by business intelligence, user-friendliness, 
and process automation.

In Dialpad’s State of AI in Customer Service 2022 
report, 1000+ customer service professionals were 
asked questions about the nature of their evolving 
job roles. While 77.79% of respondents expressed 
their optimism about AI, a majority of 66% clearly 
state that AI has had a positive impact on business 
performance. 

Companies using AI for customer service 
operations mostly rely on AI applications for 
intelligent call routing, and to manage customer 
queries. The customer service professionals 
also indicated that AI helps save time, attend to 
more customers, and offer exceptional service. 
Especially in consumer facing business dealing 
with voluminous customer interactions and 
data, conversational AI solutions were crucial in 

reducing Query Handling Time, Call Abandon 
Rates and Boosting Customer Satisfaction Scores. 
The main concern about AI that professionals 
revealed was how customers would respond to 
more advanced features basing their interactions 
with a company. Without a well-defined strategy 
for digital initiatives in business, the massive 
benefits of AI cannot be unlocked.

Applied AI empowers businesses with advanced 
analytical tools requiring minimal human 
intervention and technology infrastructure. Gaining 
a deeper understanding on changing market 
conditions, businesses today are more posed to 
meet the customers where they are, which in turn 
leads customers back to them. Effective means to 
acquire, process, segment, evaluate and visualize 
data, leveraging AI-driven platforms like Microsoft 
Dynamics 365 and Snowflake have become a top 
choice to bolster enterprise activity. At the crux of 
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Among the many obstacles to implementing 
a full-fledged AI solution for customer service 
management, skilled labour, data security, poor 
governance, and fears of being replaced by 
machines were some. 

Despite proof and advocacy from business leaders 
in all corners of the globe, the snowballing AI 
adoption rates are hindered by a few, resolvable 
obstacles. If you are planning on unifying all 
your customer operations into one intelligent 
system or would like to tap into the expanse of 
conversational AI and data analytics for seamless 
interactions, here are a few challenges that may 
arise on the road to digital transformation. 

Hiring shortages and lack of skilled talent 

Undefined or unclear ROI evaluation metrics 

Complexity of Artificial Intelligence & Machine 
Learning 

Lack of or poorly executed governance 

Fears of being replaced by robots 

Legacy architecture that escapes the 
advancements in modernization 

Debunking the myth that AI is taking over the 
world would be rather pessimistic, because the 
purpose of AI always emphasizes on enabling 
seamless human-technology experiences. It is 
important to realize that AI works for humans to 
have a better life. In a nutshell, the advancements 
in AI are restoring faith in pursuit of science and 
engineering, deployed in key areas of economic 
and social activity for improved resource 
management. 

Obstacles to Integrating  AI for CXM
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2. Capitalize on the Power of Data 

To understand why AI is revolutionizing 
businesses, it is important to identify areas of 
growth impacted by communication efficiency, 
resourcefulness, and data. Unlike crunching 
hundreds of excel sheets to prepare estimates 
for this Financial Year’s performance, today’s 
accounting is done on the cloud. 

The improved way of working with data also 
leads to improved means of interacting with 

customers. To segment a vast data architecture 
into key components that optimize existing 
processes, ensures that businesses can find new 
ways to utilize customer data and improve core 
functions to provide better services. There are 
various forms of data, and without a powerful 
system to combine insights derived from across 
different processes, there will be data silos in the 
organization, impacting overall efficiency.

 A simple algorithm can integrate voluminous data 
into a power BI tracker that assesses the entire 
performance of your value chain, with individual 
insights on each area that requires attention. An 
example of such efficiency would be how Uber 
uses a simple mobile application to manage a 
global workforce of transport operators. Another 
example would be of how pertinent Amazon 

warehouses across the world are in sync with 
orders placed on the website, anywhere and at 
any time. For customers to recognize your brand’s 
offering, you must present it in a way that nobody 
else can. This increased shift to personalization 
via automation is at the crux of AI applications in 
industries of the day.

AI Lets Data Run the Show

For any business of the digital age, the ability to 
gather, process and use data is equivalent to the 
price weighed on the future of business. Data is 

the new oil and AI is the bedrock to ensuring data 
quality, governance and improved decision making.
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Using data, companies can reorganize their 
processes and ensure optimal delivery of their 
core services and products. From marketing and 
sales, design, and production, to creating efficient 
workplace solutions, the intelligent use of data 
determines the excellence of a business. To stand 
the test of time, new systems and processes are 
introduced by leveraging the capabilities of AI & 
ML to transform enterprise data architectures into 
fully governed business acumen.

 3. Top AI trends in 2022
Some core AI technologies on the rise are 
use cases that facilitate improved customer 
engagement, access, and data governance.

1. Cloud AI Data Platforms                                    

As more businesses lean towards cloud 
platforms for enhanced data handling 
capacities, AI-driven workflows are gaining 
massive prominence. Cloud-based AI solutions 
enable big data management by unifying all 
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By collecting data from multiple streams, 
processing structured and unstructured data 
sets in large volumes, and visualizing actionable 
insights on a creative dashboard, algorithmic 
fine-tuning with AI empowers businesses with 
increased capabilities to manage customer 
experiences and workplace dynamics.

your data, where you can find your data, how to 
use it and how to get the most out of it.

For example, a recent update from Snowflake 
states that customers can leverage Snowflake 
Data Marketplace for access to more than 1100 
live and ready-to-query data sets from over 
240 third- party data service providers (as of 
January 31, 2022) and also market their own 
products across the Snowflake Data Cloud.
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3. Data-driven Decisions & Visualization

Combining computing excellence with speed, 
businesses are looking to integrate big data 
with business processes to make the best 
decisions for your expansion. As the world 
markets are progressively more accessible, data 
collection, processing, cleansing, and evaluation 
are a top priority for business leaders. Using 
AI-driven workflows, companies can predict 
market trends, foresee risks, and discover new 
opportunities by observing smart charts that are 
easy on the eye.

According to the MIT Centre for Digital Business, 
organizations using data-driven decision-making 
have a 4% higher productivity rate and 6% 
more profit on average. When dealing with 
global markets, that’s a massive increment in 
operational efficiency. 

Key partnerships 

Key partnerships 

2. Low code/ No Code development

Empowering less qualified workers to build 
and scale enterprise level applications, low 
code tools like Microsoft Dynamics 365 and 
Salesforce are rising to the top. User friendly 
platforms to build automation tools for business, 
low code development boost productivity, 
access, and innovation. With the advances in AI, 
improved low code tools are now available to go 
as far as build your own social media platform 
without any coding expertise.
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4. Machine Learning (AutoML)

Applying Machine Learning (ML) models to real 
life scenarios using AI and automation is called 
AutoML, or Automated Machine Learning. By 
streamlining business processes by replacing 
monotonous work with automation, the system 
can function as an independent entity to select 
and create new workflows that improve process 

efficiency. AuotML enables more user-friendly 
interactions with the system, more accuracy 
in data, and produces faster results. Using 
AutoML, non-coders can deploy machine 
learning algorithms to track the efficiency or 
their operations, or even reinvent the way they 
acquire crucial insights.

Azure Automated Machine Learning is a cloud-
based platform that is proprietary, endorsed by 
Microsoft and offers a range of dynamic tools to 
build world class AI-driven workplace solutions. 
The DATA lab of Texas A&M University has 
created their own framework called, Auto 
Keras, an open- source software library that 
enthusiasts can use to learn more about 
AutoML capabilities.

5. Edge Computing

Edge computing is covering more ground 
and becoming a customary practice across 
industries. Also known as edge intelligence, 
edge refers to the aggregation and processing 
of data across networks. Industries using IoT 
devices and data transformation services are 
key proponents of edge intelligence. Using a 
neighboring network to access and operate 
devices, edge computing deals with real-time 

data and does not suffer from latency issues 
which usually could hinder app performance.

Advances in edge computing will help discover 
optimal means to drive IoT development, 
new types of hardware, AI & ML integrations, 
discovering revolutionary uses cases across 
industries like retail financial services, 
ecology, space research, public administration, 
healthcare, and engineering.

6. Conversational AI

Conversational bots are already a huge part 
of B2C and B2B facing businesses. Natural 
Language Processing (NLP) is the ability of 
machines to process, understand and respond to 
human interactions in real-time. With intelligent 
means to understand human intent, changes in 
behavior and performance of operations, virtual 
agents are responsible for the smooth function 
and availability of businesses in 2022.

+

+
Automated Machine 
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Machine Learning 
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AutoML Enhances System Functionality

Dataset

Optimization Metric

Constraints (Time / Cost)
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A survey by Forrester stated that 89% of 
companies found chatbots to be useful or 
especially useful for personalizing customer 
interactions. Also, 69% reported reduced 
operational costs due to chatbot usage. This 
adds to the benefit of making businesses 
available round the clock, while being able to 
handle voluminous workloads with minimal 
human intervention.

With access to high-quality data and 
improved governance tools, enabling fulfilling 
omnichannel experiences for customers is 
possible with conversational bots. Capabilities 
like sentiment analysis can help businesses 
position their services and products to appeal to 
a larger segment of the population.

Picking Your Technology Partner

Like any transformation initiative, choosing the 
right technology partner is the ultimate win. If you 
do not have a seasoned expert on your side, the 

chances are that many bottlenecks may arise, and 
the technology stacks or human resources may not 
match your requirements.
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Cloud                                                    
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Native Development, Managed 
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Data & Analytics                                              
Digital Analytics
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As award winning Microsoft Gold Partners, 
Technovert Solutions are your ideal partner 
in progress and here is a short glimpse at our 
dominant industry presence.

Expansive Global Presence

Having scaled numerous operations worldwide, for 
industries across different domains of expertise,

Technovert has handled end-to-end 
transformation for Insurance giants like the 
Guardian group.

Product highlight: A Technovert company, 
Keka HR is a SaaS (Software as a Service) HR 
management software admired for its functionality, 
user-friendliness, and ability to streamline various 
HR functions.

Leading Technology Expertise

With a dedicated wing for digital transformation, 
data analytics, data sciences, product engineering, 
quality engineering, and UX design, Technovert 
is a one-stop-hub of innovation towards digital 
acceleration and transformation.

Product highlight: Saketa intranet, used and 
loved by companies of all sizes is a market-leading 
digital workplace suite built by Technovert with 
holistic governance and effortless cloud AI at the 
core. 

People-centricity

Our biggest win is human-centered technology 
experiences, creating enterprise solutions that 
overhaul legacy processes to fine-tune and 
optimize business capabilities. From enabling 
better productivity to ensuring gratifying user 
management, we build and scale digital solutions 
for the people.



Product highlight: Technovert’s flagship company, 
Saketa offers seamless migration to the cloud 
with an award-winning interface acknowledged 
for simplicity and ease of use for millions of users 
across diverse industries worldwide.

Meet Your Tech Requirements Your Way

With the proven experience of transforming business challenges into 
gratifying user experiences, and the ability to scale technologies at velocity, 

we are exactly who you want.

We take a comprehensive approach to personalize every interaction with you, 
to ensure that your needs are met with tailored digital solutions for agility and 

strength in the industry.

www.technovert.com marketing@technovert.com


